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With the rapid development of Internet, information technology has a profound 
impact on the traditional operation mode of commercial banks. As business innovation 
and respond quickly to market needs, it’s of urgent need to establish and strengthen 
customer relationship management for consolidating and improving its market 
competitiveness. 
 The CRM of domestic banks is still in the initial research stage. Meanwhile, as 
the study of banks will move further in depth, the current system functions will 
change greatly. Therefore, the dissertation designs and implements a SOA-based 
CRM System. The system is designed to provide new ideas and a reference for the 
establishment of similar systems in other industries. 
The dissertation focuses on how to implement a system based on SOA 
architecture and thus understands SOA architecture ideas in-depth. The dissertation 
analyses and designs various functions and services of banks’ CRM system, including 
customer management subsystems, daily work platform, business reporting subsystem, 
performance evaluation subsystem and system management subsystem. 
The system is designed to solve two major problems. First the problem is how to 
research and gather the needs of banks’ CRM system and then how to offer 
high-quality services and integrate services depending on the needs; Second, the 
question is how to make use of the appropriate open-source SOA frameworks and 
how to use the appropriate manner to finish interactions between services in the 
implementation process. 
Design and implementation of the system is beneficial to systematization, 
standardization, automation and intelligence of the bank's CRM system, thus   
achieving efficiency and cost-effective management. 
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管理方式相结合，就谈不上 CRM 的真正实现[3]。 
1.2 国内外研究情况 















































































基于 SOA 架构的银行客户关系管理系统的设计与实现 
 4 
有较为深入的了解，是否具备在中国商业银行运作的能力，则仍待考察。就目前
国内 CRM 情况而言，仍无特别适合银行业需求的 CRM 产品[9]。 
1.3 研究目标和内容 
课题研究的最终目标是基于 SOA(Service Oriented Architecture)的思想设计
及实现银行客户关系管理系统，通过良好的分析和设计来解决现在银行业 CRM
系统的问题，进而深入理解 SOA 的理念、特征及优点。 
课题研究内容如下： 
（1） 设计和实现真正基于 SOA 的管理系统，需要深入理解 SOA 思想，
避免常见的理解误区，如简单认为实现了 Web Service 就是实现了全面的 SOA。 
（2） 对 SOA 架构的思想进行深入解读，并基于 ESB 实现系统开发也是
本文的重点研究内容。 







交互。总线实现了 SOA 核心概念。 
系统主要解决了两个关键问题： 
（1） 如何实现对银行 CRM 系统的总体需求并进行面向服务的分析，将业
务功能拆分、转化为多个可重用性高的服务，从而能够自由集成服务以满足不同
的业务需求； 
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